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	1.a Used script and/or greeting with friendly tone
	1.b Agent was prepared for the call and responded immediately
	1.c Took accountability with appropriate verbal response
	1.d Followed proper verification process including member address and phone numbers (AR only: Utilized truth and accuracy statement.)
	2.a Focused on member/caller while controlling call
	2.b Communicated professionally
	2.c Expressed empathy
	2.d Maintained helpful, positive tone
	3.a Asked appropriate questions to understand member needs
	3.b Provided timely accurate information
	3.c Followed urgent trip processes
	3.d Accurately entered all information into InSight
	3.e Included all appropriate manifest and account notes
	3.f Effectively used applicable resources and self-help options to problem solve and offer options
	4.a Promoted Gas Reimbursement with a positive tone (AR Only: Utilize GR gatekeeping)
	4.b Accurately communicated Gas Reimbursement processes
	4.c Promoted Public Transit with a positive tone
	4.d Accurately communicated Public Transit processes
	4.e Agent followed proper escalation procedure
	4.f Recapped reservation procedures and/or details, providing trip number
	5.a Offered additional assistance
	5.b Explain trip ID and securing transportation process
	5.c Ended call with script closing
	BONUS: Positive Member Relationship Investment
	Conduct that causes damage to our reputation or our member relationships will result in an automatic zero score.
	1.a Used proper greeting with friendly tone
	1b. Agent was prepared for the call and responded immediately
	1.c Took accountability with appropriate verbal response
	1.d Followed proper verification process
	2.a Focused on caller/caller while controlling call
	2.b Communicated professionally
	2.c Expressed empathy
	2.d Maintained helpful, positive tone
	3.a Asked appropriate questions to understand caller needs
	3.b Provided timely accurate information
	3.c Followed proper Special Rate procedures
	3.d Followed proper Hospital Discharge procedures
	3.e Accurately entered all information and notes into InSight
	3.f Followed proper cancellation/no show procedures
	3.g Followed proper cancellation/NPA procedures (same day)
	3.h Utilized proper Lyft scripting or questions
	3.i Properly followed all Lyft policies and procedures
	3.j Effectively used applicable resources to problem solve and offer options
	3.k Offered appropriate solution for the caller's needs
	4.a Offered additional assistance
	4.b Ended call with proper closing
	BONUS: Positive Caller Relationship Investment
	Conduct that causes damage to our reputation or our caller relationships will result in an automatic zero score.



